
Deborah Fasciano
Compliance - Government and Regulatory Affairs
21 West Avenue
Spencerport, NY 14559
Phone 585 777-5823

Deborah. fasciano_..ftr.com

April 17, 2015

Mr. James M. McDaniel

Program Manager for Telecommunications
State of South Carolina

Office of Regulatory Staff
1401 Main Street, Suite 900
Columbia, SC 29201
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RE: Frontier Communications of the Carolinas, Inc.- 1st Quarter Service Quality Report 2015

Dear Mr. McDaniel:

Attached you will find a summary of service indexes for the 1st quarter services provided by
Frontier Communications of the Carolinas Inc, f/k/a New Communications of the Carolinas. All

results are in compliance with the South Carolina Public Service Commission's objectives with
the exception of:

Percent OOS cleared within 24 hours

The South Carolina team continues to perform preventative maintenance across the entire

state. The team also changed out several batteries in remote locations which has led to a
decrease in overall trouble and improved response time.

Percent Repair Calls Answered W/I 20 Seconds

Residential call volume was higher than forecast. The average handle time increased
significantly due to the hiring of additional new agents and handling Connecticut calls as

a result of the Frontier acquisition of AT&T Connecticut's wireline, broadband and video
operations on October 25 th. In order to meet the service objective, the call center hired

additional staff and will improve efficiency by addressing schedule optimization to call

volume distribution along with tour adjustments and increased overtime. Frontier also
supplemented training for Customer Service Representatives to further develop their

facility with unfamiliar service.

If you have any questions or concerns, please do not hesitate to contact me at: 585-777-5823.

Sincerely, _ /) ,,

Deborah Fasciano

Frontier Communications

Enclosure

Cc: Jocelyn Boyd, Chief Clerk/Administrator- PSC

Christopher Rozycki, ORS
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